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Abstract of W099261 53 

A method for establishing a communication link between two or more users via the Internet and more 
specifically, a web-server based real-time data conferencing system, is disclosed. Under the presently 
preferred embodiment, a user uses an application (such as a web browser) to retrieve and view a web 
page. On the web page (or the like), a clickable icon or hyperlink is provided to call another user or 
service. At this time, there is no custom software on the user/caller side. However, the hyperlink may 
activate a subprogram to gather certain types of information of interest to pass to the server to tailor a 
response; it may also perform any other tasks as necessary. The server (call-center software), upon 
receiving the request to establish a connection, determines an agent to receive the call and activate any 
related software thereof. In the presently preferred embodiment, the call center processes the request and 
activates an application on the agent's machine to establish the connection. More specifically it causes 
the agent's web browser to be launched if it is not already launched and it provides a customized web 
page to the caller if appropriate. In the next step, now having established a connection between the caller 
and an agent, a collaboration software can be activated to allow better communication between the two 
parties. This collaboration software can be a chat program, a white board program, Internet phone or any 
other communication software. Under this paradigm, the caller does not need any software to establish a 
connection with an agent who has the necessary software for receiving and processing the call 
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